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HOW are 


Over the past sovetan years, we te 
encouraged customers to provide feedback 
about our services. During 1998, we con- 
ducted more surveys to get your input. 
Trends in service ratings are shown in the : 
chart below. | tae 


- Favorable Response (%} 


- Grazing Rig 1F il & Recreation 
a Mgmt. eS 


_ Most of our service ratings ere ide 
steady, but we would like to see improve- 
ment. While we seek to be as responsive as 
possible, there are sometimes cases when 
we may not be able to change rules and 
regulations due to Federal law. However, 
within the limits of those rules and regulations, 
we will provide the best service possible. 
Each BLM State Office has made a 


commitment to improve customer service 
and will form more focus groups to work 
with our local BLM customers and partners. 
The information collected from these groups, 
along with other public input, will drive 
local action plans to improve customer 
service and satisfaction. 


SOMETHING 


We.are expanding our use of comment 
cards‘to enhance your opportunities to 
provide feedback. In 1999, all field offices 
will have comment cards available pertaining 
to specific products or services—whether 
you come to us for grazing permits or rights- . 
ofway, you should receive a comment card. 
_ You can use these comment cards to let us 
know when things didn’t go as planned, or 
to highlight situations when a BLM employee 
did an exceptional job. 


Your feedback is now one of the ways 
we measure our success. As part of a 
Government wide effort to measure out- 
comes achieved from your tax dollars, BLM 
has developed eight performance goals for 
which customer data is directly used to 
track progress. Consequently, our goals for 
serving current and future publics take on 


a more important role as we revise our 
strategic plan for the year 2000. 


We are also increasing our technological 
capacity to serve you. We have expanded 
our use of the Internet to meet your needs. 
A prime example is our Web site for 
adopting wild horses and burros at 
www.adoptahorse.blm.gov. Here, the 
public can learn about adopting a horse or 
burro, view animals available for adoption, 
and actually put in a bid on-line. This 
process saves time and money not only for 
the Government in fulfilling its statutory 
requirements, but also for the public. 
Another example of our use of Internet 
technology involves the posting of the 
General Land Office records at 
www.glorecords.bIm.gov. This site 
provides live database and image access 
to more than 2 million Federal land title - 
records issued between 1820 and 1908 
for the eastern public land states, and offers 
researchers a source of information on the 
initial transfer of land titles from the Federal 
- Government to individuals. 


Additionally, we are increasing recreation 
opportunities on the public lands and 
reengineering business practices in areas 
such as contracting, billing and collections, 
and use authorizations to maximize dollars. 
We continue to move forward with new 
initiatives based on the feedback we 
receive from you. 
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SUMMARY 


These changes are just the beginning. We 
know they don’t resolve all of the problems, 
but they are a start. Our aim is to steadily 
improve our business practices and the 
services we deliver to increase customer 
satisfaction. This is a continuous process, 
and we are committed to it. 


. Bureau of Land Management (BLM) is 
dedicated to better serving you, our cus- 
tomer. We want to ensure that you have an 
opportunity to make your voice heard, and 
through surveys, comment cards, and focus 
groups, we have collected a wealth of infor- 
mation about your experiences with us. 
However, we want to assure you that we 
are listening as well. Customer service is 
one of our highest priorities, and it is impos- 
sible for us to attain our goals without feed- 
back from you. 


In our last report to 


you, we promised 
to create seamless coordination of Forest 


service. We had just Service and BLM so that 
begun to initiate one agency could handle | 
regional partnerships things rather than go | 
with the Forest Service through two agencies for | 
in order to design the same thing in one 

small area.” 


“Increase 


more customer-friendly business processes 
and services and to deliver those services in 
the most convenient and cost-effective way. 
This idea developed into a pilot project 
called Service First, which offered one-stop 
shopping for BLM and Forest Service cus- 
tomers. The pilot has now blossomed into a 
nationwide program to better serve you. 


“BLM needs to 


explain to the 


We also promised to 
increase access to infor- 
mation. One new source 
of information is our 
recreation Web site, 
which you can visit at 
www.recreation.gov. ow how they 
This site offers information an benefit from 
from all of the Federal the use of the 
land management agencies land.” 
and allows you to search 

r recreation sites by 

ite, agency, or recreational activity. We 
| continue to provide updates on our 
reation Web site and explore new 
hnologies fo communicate more 


public what they 
are doing. The 


public needs to 


FOR . 


If you would like more information about 
BLM, you can visit our Web site at 
www.blim.gov, or you can contact your 
local BLM office or our Headquarters Office 
aft: 


Bureau of Land Management 
Customer Service, Mail Stop 1000-LS 
1849 C Street NW 

Washington, DC 20240 


(202) 452-5155 
(202) 452-5171 (fax) 


; BLM Library 
Denver Federal Center 
Bldg. 50, OC-521 
P.O. Box 25047 
Denver, CO 80225 


U.S. Department of the Interior 
Bureau of Land Management 
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